However, many things in primary and secondary care have clear processes, and implementing these tools can add substantial value (as in cataract surgery or hernia repair), making themmore precise and predictable. The patient pathway from presentation to diagnosis is complex, requiring many different primary and secondary care organisations, medical staff, and resources. It has many complex steps: appointment booking, waiting time, availability of medical notes, time to investigations, and treatment. The complex pathway and processes required to deliver healthcare services are frequently a source of frustration to patients and clinicians.2
The unpredictability and inconsistency show the need for a systematic and effective solution. Unnecessary delays, misplaced information, and breakdown in hospital processes are continually highlighted in measures of the patient's experience.
Efficiency is often used in the context of cost saving, but it is also inherent to the quality of services. Management tools such as lean thinking and six sigma improve inconsistencies in current practice and offer long term solutions to real improvements in quality of care.3 Patients are not bottles, but health care is a highly complex organisation and process, and management tools are a framework to improve patients' quality of care. 
Notes

Footnotes
Competing interests: None declared.
